@ BELLSOUTH

n Y atol \W Ealk s
ﬁ Vo i.‘.r !’ 5'%! L -'iub
anns sny 3 1P 350
BellSouth Telecommunications, Inc t Guy M Hicks
333 Commerce Street . General Counsel
ol v
Surte 2101 TR.A.DOCHZT ROO
Nashville, TN 37201-3300 615 214 6301
Fax 615 214 7406
guy hicks@bellsouth com May 3, 2005
|
Hon Pat Miller, Chairman
Tennessee Regulatory Authority
460 James Robertson Parkway
Nashville,- Tennessee
RE  Complaint by Aeneas Internet and Telephone

Docket 02-01274
Dear Chairman Miller

This 15 1n response to the letter from Aenea
Joe Werner dated March 25, 2003. The Aeneas
response to items 1 an earhier letter trom Aeneas, d4
additional items. BellSouth’s responses to the items

Item I: BellSouth stands by its mnitial resp
show any problem that lasted for four days, as alle
madc no repans because he found no problem Fin
customer may or may not be dissatistied with their se

Item 2: In the imtial response, BellSouth st
Portability trigger) was corrected within approxim
received the Aeneas trouble report, not after BellS
time included the investigation necessary to 1solate
Aencas feels that BellSouth’s response was too slow
aftected calls trom 1XCs who elected not to perform

New Item A: BellSouth strongly disagrees
trouble reports difterently

After the end user reported a problem with h
obscrve the trouble and, therefore, was able to correc

s Internct and Telephone (“Aeneas’™) to Mr.
letter contained comments on BellSouth’s
ited December 4, 2002, and included several
in the March 25 letter are as follows:

nse to this item. BellSouth records do not
ged by Aeneas, and BellSouth’s technician
ally, BellSouth cannot speculate on why any
Tvice

ed that the problem (missing Local Number
tely six and one half hours after BellSouth
uth 1dentified the problem This period of
and determine the problem We regret that
Again, we point out that this problem only
an origiating LNP query

with Aeneas’ assertion that it treated these

1s PRI ISDN service, BellSouth was able to
t the problem and restore service. However,

after Aeneas reported a problem with the T1 lines, BellSouth tested the lines but did not observe

any problem, and a problem cannot be corrected unle
with Aeneas to discuss the situation, and 1t was det
expertencing an intermittent problem of some sort.

5839

N

ss 1t 1s observed BellSouth imitiated contact
ermined that the circuit was “bouncing”, or
BellSouth never did actually observe the
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problem. However, at Aeneas’ request, BellSo
maintcnance’ status which keeps the report active fo
appears. After 24 hours, the report 1s automatically
unless the problem re-occurs In this situation, no
automatically closed

According to BellSouth’s records, the end us
was closed approximately six hours after the initial
from Aeneas open for a longer period of time at Aen
trouble reports promptly, tested the circuits involved
testing results Aeneas’ troublc report was kept opg
request, not because of any action by BellSouth

Item 3: BellSouth was able to investigate thi
provided by Mr Harlan in his letter ot March 25, 200
was cxpertencing problems with their Aeneas servid
any of 1ts personnel or ASR representatives “knowi
contract they had with Aeneas or any other service p
did, in fact, breech a contract, then his complaint 1s wi

The BellSouth offer was under the Simple So
Section A13 90.16) available from July 29, 2002 throu
to qualifying customers in Dyer County

Item 6: BellSouth stands by its previous respo

ftem 7: BellSouth wishes to correct several st

records indicate that no dispatch was required to fix j

by Aeneas The dispatch was on another line to the
initial response on this item  BellSouth disputes
“unnecessary tech support”. Sccond, BellSouth admit

a PIN number that should have been provided by Aen

as a BellSouth problem when 1t could have been a
required PIN 1n the first place

New Iltem B:
issued on 731-235-9089, the service representative w
no disconnect activity nor orders were 1ssued applyin

scrvice anytime 1n 2003. There was a Local Service Rg

> &

It the BellSouth service represen

h placed the trouble report in “delayed
" 24 hours 1n the event that that problem re-
closed and the customer 1s never contacted
problem was observed and the report was

ser’s trouble report on the PRI ISDN lines
report BellSouth kept the trouble report
eas’ request BellSouth responded to both
, and took appropriate action based on the
n for a longer period of time at their own

5 situatton using the additional information
3. Mr. Harlan concedes that this customer
e, and BellSouth emphatically denies that
ngly induced” Dyer County to breach any
rovider. If Aeneas feels that 1ts customer
h the customer, not BellSouth.

[utions program, a tariffed offering (Tanff
gh July 28, 2003. This offer was available

nse on this item.

tements made by Aeneas First, BellSouth
e problem on 731-424-1201 as described
same customer mentioned tn BellSouth’s
Aeneas’ claim that 1s was charged for
; that the problem was actually the lack of
ras.  Aeneas attempts to characterize this
oided had Aeneas simply providing the

!

tative claimed that a disconnect order was
s incorrect BellSouth’s records indicate
an intercept message on this customer’s
rquest (LSR) 1ssued 1n January to port this

P
(¢

&
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number to Aeneas, which was subsequently cancellg
on the end user customer was completed.

BcellSouth’s records also indicate that a troub
days later, with a report of no dial tone on this numb
found and this trouble ticket was closed after verifyin

New ltem C: BcllSouth has previously adds
lctter was sent to Mr. Jonathan Harlan of Aeneas
BellSouth had completed its mvestigation regarding
from a Jackson, Tennessee extract in September 20
resulted in the histings being erroneously omitted
Alabama, Kentucky, Louisiana and Mississippt Wh
to BellSouth’s attention, 1t was immediately correg
directory data extracts.

New Item D: BeliSouth acknowledges th
Authorized Sales Representatives (“ASR™) sold a "Si
of Commerce 1n Jackson This otfering was an ap
Section A13.90 16) available from July 29, 2002 thrg
in Madison County

The ASR did submut a PIC and LPIC changg

mitiated a call to the customer that same day to verify

the customer had ordered. including the PIC change, t
rctain their old PIC and LPIC. Based on that clar
contacted BcellSouth’s Vendor Service Center to cha
their preferred interexchange carrier  The customer
distance carrier choices that same day BellSouth der

services to this customer were “‘suspended” for any per

New Item E: This end user was mnitially a
BellS§
While this disca
reccived an order to convert this customer to Aene

amounts on their bill for BellSouth service
customer’s scrvice for non-payment

interrupted the customer’s service, and Aeneas 1ssu
lcarning that this end uscr was now an Aeneas cust
order and restored service. The BellSouth service

b

d by Aeneas, however no disconnect order

le ticket was 1ssued on February 5, twelve
rer. Upon testing, however, no trouble was
> service with the customer

ressed this 1ssue  On February 19, 2003, a
Internet & Telephone advising him that
certain Aeneas listings that were missing
2. This letter reported that an entry error

L,

from the listings database for Tennessee,
en the omission of the listings was brought
ted and should not be an issue in future

at in January 2003, one of BellSouth’s
nple Solution Promotion"” to the Chamber
proved tarifted offering (BellSouth Tanft
ugh July 28, 2003 to quahifying customers

> request with the order. When the ASR
all of the services and other changes that
he ASR learned of the customer's desire to
fying imformation, the ASR immediately
nge the customers PIC and LPIC back to
was switched back to their desired long
1es Aeneas’ allegations that long distance
od of time

BellSouth retail customer with overdue
bouth 1ssued a disconnect order on this
nnect order was being worked, BellSouth
1S Subsequently. the disconnect order
¢d a trouble report to BellSouth Upon
gmer, BellSouth cancelled the disconnect
representative was unable to provide an
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cxplanation as to why service had been discontinued
a retatl customer’s information with anyone other thal

New Item F: BellSouth did receive the n
Aeneas on January 14, 2003 and 1ssued a service ord
crror in the LCSC resulted n the order betng lost, an
The LCSC clerk realized what had happened when
and a new service order was 1ssued that same day wit
certainly regrets the crror and the delay in providing 3

New Item G: In this stituation, multiple erra

representatives delayed service to this customer. Q
reccived a faxed LSR from Aeneas for the end user r
uscr location  Spectfically, this local service request]

to a new address and add a new line with the telep

Duc to various LSR formatting errors by Aeneas (su
copy. pages missing from LSR, ctc.), the LSR was re)

On Dccember 18, 2002, the LCSC was able tg

with the due date of December 29, 2002 One order

load conditions, but all orders were completed on or b

Unfortunately, the LCSC Service Representa
hunting information and omitted the new fourth line

was promptly 1ssued to correct the hunting and add th

Contrary to Aeneas’ allcgations, BellSouth waived al
correct this

New Item H: Aecneas’ assertion that BellSou

An IXC (Intercxchange Carrier) or a reseller can sub

because these representatives do not discuss
n that customer

ranual Local Service Request (LSR) from
er on January 15,2003 However, a clerical
d therefore a service order was never 1ssued.
Aeneas called to check on the imitial order,
h a due date of January 22, 2003. BellSouth
ervice to Aeneas’ customer.

rs by both Aeneas’ and BellSouth’s service
n December 9, 2002, the BellSouth LCSC
cquesting a UNE-P Outside Move of an end
was to move 3 existing telephone numbers
hone number to be assigned by BellSouth.
ch as invalid class ot service, illegible LSR
ected tive times and clarified six times.

process this LSR and 1ssued service orders
was deferred for one day due to heavy work
cfore December 30, 2002.

ive 1ssued one of the orders with incorrect
On December 31, 2002, a correcting order
e new line with the new telephone number
charges for the subsequent visit required to

1

]

h changed this customer’s PIC 1s incorrect.
mit a mechanized change request to change

a customer's PIC and/or LPIC without any manual in

this situation

olvement from BellSouth, as happened in

Specitically, on October 10, 2002 another IXC sent a mechanized Carrier Change

Request to BellSouth and the order was subsequently worked with no manual intervention by

BellSouth

Later, whilc investigating the PIC change with Aeneas, the BellSouth service

representative simply assumed that the PIC change was implemented as a result of the end user’s

addition of BcllSouth DSL service.
assignment and waived all charges associated with m

BellSouth did| 1ssue a service order to correct the PIC

ing these corrections
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New Item I Aecneas 1s incorrect on severa
from Aeneas by tax on December 3, 2002, and
Conversion with changes to the PIC (Presubscribed
Presubscribed Interexchange Carrier) codes The rg
645-1000 for McNairy County Government.

First, the Acneas LSR (Local Service |
December 13 and December 23, 2002 for the McN
were valid clarifications, not a “run around” as
BellSouth’s records, this particular LSR submitted b
corrections were for multiple occurrences of 1lle
missing LSR pages, incorrect coding on the adr
incorrect page numbering, a missing project number.
the populated ESSX Ordering Document fields. Be

the information required on orders of this type, and A

information 1n a clear and legible manner

points BellSouth received the initial LSR
the LSR requested BellSouth ESSX Full
nterexchange Carrier) and LPIC (Local Toll

quest was to convert telephone number 731

Request) clarifications requested between
lairy County Government conversion order
nlleged by Aeneas In fact, according to
vy Aeneas was corrected four (4) ttmes The
rible LSR pages, multiple occurrences ot
ninistrative page, multiple occurrences of
and mvalid characters entered into some of
1South’s ordering guidelines clearly specify
eneas simply failed to provide the necessary

Contrary to Acneas’ statements otherwise, a ;Lro_]ect number 1s a requirement for this type
of LSR The BellSouth Products and Services lnter\)al Guide - 5G Issue, March 2003, Section 2,

clearly states that 25+ hines are project managed and
lines mvolved 1in the McNairy County Government
should have been project managed with the interval a

On or about December 23, 2003, rather
BellSouth’s ordering guidelines, Aeneas expedited
attempt to appease the customer, BellSouth i1ssue

the due date 1s negotiated. The number of
conversion was 25 hnes, and thus clearly
nd the due date to be negotiated

than adhere to the processes outlined in
the order to higher management. In an
d an expedited order with a due date of

Dccember 26, rather than processing the order through a project manger. As a further attempt at

good will, BellSouth also waived both the project t
that BellSouth was clearly entitled to  Unfortunate
and without the oversight of a project manager, the se
that delayed the order completton and resulted in a
connected on December 26, 2002, as promised.

The LSR submitted by Aeneas was for a Fu

anagement charge and the expedite charge
y, 1n the haste to 1ssue the expedited order
rvice representative made subsequent errors
billing error  Nevertheless, the service was

| Conversion with changes to the PIC and

LPIC This order was, by definition, a customer move trom BellSouth to Aeneas as a resale

account “switch with changes™, not a resale account *

and LPIC) n the end user’s scrvice  As Aeneas sho
with changes arc billed at different rates than Full

switch as 1s”, since there were changes (PIC
uld be aware, Full Conversion resale orders
Conversion resale orders without changes.
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Acneas 1s simply mistaken n 1ts assertion that this W
1s simply wrong BellSouth did not arbitrarily raise 1

New Items J/K: BellSouth has no record
tclephone number 731-989-8947  BellSouth’s reg
number, dated February 16, 2003 at 1:14 pm. Be

the problem. the circuit was switched to a good pat

as a “switch as 1s” order Therefore, Aeneas
s resale rates on the services delivered.

of the problems described by Aeneas for
ords do indicate a trouble report on this

[ISouth made a commitment of midday on

, and the trouble closed at 5:10 PM of the

February 17, 2003 for repair this problem. Howevcﬁr, BellSouth determined a faulty cable was

same day (February 16, 2003). Although Aeneas h
weekends 1 a row”, BellSouth’s records show the
reported on this circutt this year.

Acneas allcges that on March 11, 2003 tele

night Howcver, no troubles were reported to Bel

February 19, 2003, however, there was a trouble repd

but BellSouth was unable to discover a trouble and t
“No Trouble Found™

New Item L:  BellSouth’s records indicate t
this year on 731-584-3026, and this was on March 3

and tound to have an open outside the central office.
pair was repaired, and the circuit was placed back int

BellSouth declines to comment on the six 1te
cxcept to note that based on BellSouth’s investigat

cither stimply no basis for these requests, or they havel

Ve

o~

Guy M

cc Mr Jonathan Harlan

as alleged that this number was down “two
February 16, 2003 trouble was the only one

phone number 731-584-6208 was down all
ISouth on this number during March. On
rted and BellSouth dispatched a technician,
he trouble ticket was subsequently closed to

hat there has only been one trouble reported
, 2003 at 8-:59 AM. The circuit was tested
A technician was dispatched, a faulty cable
b service at 5:55 p.m.

ms referenced at the close of Aeneas’ letter
ion mto these Aeneas complaints, there 1s
already been addressed in other forums

ly yours,

T

Hicks




CERTIFICATE OF SERVICE

2 Q™
| hereby certify that on May 2, 2005,
served on the parties of record, via the meth

[ ¥ Hand

V1 Mail

[ ] Facsimile
[ 1 Overnight

a copy of the foregoing document was
od indicated:

Mr. Jonathan Harlan, President
Aeneas Internet & Telephone
P. O. Box 277

Jackson, TN 38302-0277
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